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Governor’s Performance Excellence Assessment Program Benchmarks 
 
 In the past, applicants of the Governor’s Performance Excellence Assessment 
Program have requested more information about documented strengths and areas for 
improvement.  As part of the efforts to continually improve the process, the Feedback 
Reports include an overall qualitative assessment by the Examiners, of the approach and 
deployment for each item in Categories one (1) through six (6) of the Criteria.  Listed 
below, are past applicant agencies identified in the advanced stages of certain category 
items.  Also attached, is a contact reference listing.  It is hoped that your organization will 
find this information useful in planning future improvement initiatives.  
 
Key Used: 
A – Advanced response shows a sound, systematic approach, responsive to the overall purposes of the 
item.  The approach is well deployed, although deployment may vary in some areas of work units.  A fact-
based, systematic evaluation and improvement process is in place for basic item processes. The approach is 
aligned with basic organizational needs, identified in the other criteria categories. 
 
M – Maturing response shows a sound, systematic approach, responsive to at least, the basic purpose of 
the item.  The approach is deployed, although some areas of work units may be in the early stages of 
deployment.  There is, at least, the beginning of a systematic approach to evaluation and improvement of 
basic item processes. 
 
E – Early response shows the beginning of a systematic approach to the basic purpose of the item, but 
major gaps exist in deployment that would inhibit progress.  
 
CATEGORY 1: LEADERSHIP 
   

1.1 Organizational Leadership 
 

DHMH – Joseph D. Brandenburg Center 
DHMH – Potomac Center  
DHMH – Western Maryland Hospital Center 
DHR – Cecil County Department of Social Services 
Maryland Department of Natural Resources 
Maryland Military Department 
Maryland State Police Aviation Division 
MDOT – Motov Vehicle Administration 
MDOT – State Highway Administration      
 

1.2 Public Responsibility & Citizenship 
 

DHMH – Joseph D. Brandenburg Center 
DHMH – Potomac Center 
DHR – Cecil County Department of Social Services 
Maryland Department of Natural Resources 
Maryland Military Department 
Maryland State Police Aviation Division 
MDOT – Motov Vehicle Administration 
MDOT – State Highway Administration 
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CATEGORY 2: STRATEGIC PLANNING 
 

2.1 Strategy Development 
 

DHMH – Joseph D. Brandenburg Center 
DHMH – Potomac Center 
DHMH – Western Maryland Hospital Center 
Maryland Department of Natural Resources 
Maryland Department of the Environment 
Maryland Military Department 
Maryland State Police Aviation Division 
MDOT – Motor Vehicle Administration 
MDOT – State Highway Administration 
  

2.2 Strategy Deployment 
 

DHMH – Potomac Center 
Maryland Department of Natural Resources 
Maryland Department of the Environment 
Maryland Military Department 
Maryland State Police Aviation Division 
MDOT – State Highway Administration 
 

CATEGORY 3: CUSTOMER AND MARKET FOCUS 
  

3.1 Customer and Market Knowledge 
 

DHMH – Board of Physician Quality Assurance 
DHMH – Joseph D. Brandenburg Center 
DHMH – Potomac Center 
DHMH – Western Maryland Hospital Center 
DHR – Cecil County Department of Social Services 
Maryland Department of Natural Resources 
Maryland Department of the Environment 
Maryland Military Department 
Maryland State Police Aviation Division 
MDOT – Motor Vehicle Administration 
MDOT – State Highway Administration 
 

3.2 Customer Satisfaction and Relationships 
 

DHMH – Joseph D. Brandenburg Center 
DHMH – Potomac Center 
DHMH – Western Maryland Hospital Center 
DHR – Cecil County Department of Social Services 
Maryland Department of Natural Resources 
Maryland Department of the Environment 
Maryland Military Department  
Maryland State Police Aviation Division 
MDOT – Motor Vehicle Administration 
MDOT – State Highway Administration 
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CATEGORY 4: INFORMATION AND ANALYSIS 
 

4.1 Measurement of Organizational Performance 
 

DHMH – Western Maryland Hospital Center 
Maryland State Police Aviation Division 
Maryland Military Department 
MDOT – State Highway Administration 
 

4.2 Analysis of Organizational Performance 
 

DHMH – Western Maryland Hospital Center 
Maryland State Police Aviation Division 
Maryland Military Department 
MDOT – Motor Vehicle Administration 

 
CATEGORY 5: HUMAN RESOURCE FOCUS 
 

5.1 Work Systems 
 

DHMH – Western Maryland Hospital Center 
DHMH – Potomac Center 
DHR – Cecil County Department of Social Services 
Maryland State Police Aviation Division 
Maryland Department of the Environment 
Maryland Military Department 
 

5.2 Employee Education, Training, and 
Development 

 
DHMH Headquarters 
DHMH – Potomac Center 
DHR – Cecil County Department of Social Services 
Maryland Department of Natural Resources 
Maryland State Police Aviation Division 
Maryland Military Department 

 
 

5.3 Employee Well-Being and Satisfaction 
 

DHR – Cecil County Department of Social Services 
DHMH – Potomac Center 
DHMH – Western Maryland Hospital Center 

  Maryland State Police Aviation Division 
                            Maryland Military Department 

MDOT – State Highway Administration 
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CATEGORY 6: PROCESS MANAGEMENT 
 

6.1 Product and Service Processes 
 

DHMH – Potomac Center 
DHR – Cecil County Department of Social Services 
Maryland Military Department 
Maryland State Police Aviation Division 
MDOT – State Highway Administration 
MDOT – Motor Vehicle Administration 
 

6.2 Business Processes 
 

Maryland Military Department 
MDOT – State Highway Administration 
 

6.3 Support Processes 
 

DHMH – Western Maryland Hospital Center 
Maryland Military Department 
MDOT – State Highway Administration 
MDOT – Motor Vehicle Administration 

 
CATEGORY 7: RESULTS 
 
 No assessment is reported in this category because 
results are reflective of the agency’s specific outcomes. 
However, agencies listed in categories 1 – 6 have a good 
foundation that leads them to achieve their organizational 
results. If you contact them directly, they can share their 
trend data and their processes in place that assisted them.  
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Reference Contacts 
 
ANZALONE, Margaret 
Director – Education & Training 
DHMH – BOARD OF PHYSICIAN QUALITY ASSURANCE 
4201 Patterson Avenue 
Baltimore, Maryland  21215 
410-764-2492 
 
BOULDEN, Mary J. 
Assistant Director 
DHR – CECIL COUNTY DEPARTMENT OF SOCIAL SERVICES 
P.O. Box 1160 
170 East Main Street 
Elkton, Maryland  21922 
410-996-0101 
 
CARR, June 
MILITARY DEPARTMENT  
5TH Regiment Armory – Room B10 
Baltimore, Maryland  21201-2288 
410-576-6115 
 
CORNWELL, Dan Sgt.     
MARYLAND STATE POLICE     
7175-C Columbia Gateway Drive       
Columbia, Maryland  21046 
410-290-0780 
 
GARDNER, Katie 
DHMH – WESTERN MD HOSPITAL CENTER 
1500 Pennsylvania Avenue 
Hagerstown, Maryland  21742 
301-791-4494 
 
GEORGE, Dennis 
Program Administrator 
DHMH – JOSEPH D. BRANDENBURG CENTER 
P.O. Box 1722 
Cumberland, Maryland  21502 
301-777-2250 
 
GINGHER, Tracy 
DEPARTMENT OF THE ENVIRONMENT 
2500 Broening Highway 
Baltimore, Maryland   21224 
410-631-3152 
 
KIRBY, Barbara 
MDOT – MOTOR VEHICLE ADMINISTRATION 
6601 Ritchie Highway – Room 476 
Glen Burnie, Maryland  21061 
410-424-3141 
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KLEIN, Jean      
DHMH – POTOMAC CENTER    
1380 Marshall Street     
Hagerstown, Maryland  21740    
301-791-4614 
 
KUTLIN, Wendy       
DEPARTMENT OF NATURAL RESOURCES   
580 Taylor Avenue – C3      
Annapolis, Maryland  21401     
410-260-8096  
 
HAWKINS, Sharon      
MDOT – STATE HIGHWAY ADMINISTRATION   
707 North Calvert Street, Mailstop C-603 
Baltimore, Maryland  21202 
410-545-5573 
 
WILLIAMSON, Lee 
DHMH – HEADQUARTERS 
201 W. Preston Street – Suite 500 
Baltimore, Maryland  21201 
410-767-5190 
 
 
 
 

 
 

 


